JUNO

Complaints and Feedback

Step 2
Acknowledge

Step 3

Investigate

Step 4

Outcome

How do | make a complaint or give feedback?

.u. Q

In person Call Email

WWW

C

Juno website

Who to report it to
Your case manager or Program Manager

How will | know my complaint has been received?
We will tell you when we have received your complaint

You can tell us if you'd like updates about your complaint
by phone, email, or text
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Call Text Email

What will we do?

We will:
e Tryto helpyou
e Tell you how long it takes
e Keep you up to date if you want us to

Result

You are happy with our reponse to your complaint and the
concern is resolved

You are not happy with the response and contact the CEO
and Chairperson of the Juno Board
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Questions about making a complaint or giving feedback

0 What can | complain or give feedback o Will | be in trouble for speaking up?

about?
It could be about;

e Something that has gone wrong

e Something thatisn't working well

e How you've been treated by someone.
For example, your case manager,
another staff member or another client

e Something to do with our environment
or facilities

e Something else

o How can | make a complaint or give
feedback?

You can speak with your case manager

.u. . .
= During an appointment

Call 03 8692 2020

Email your Support Worker

WWW
Use our online feedback and

complaints form

You can find the form on our website
https://juno.org.au/feedback-and-complaints/
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Email admin@juno.org.au

No. How you feel is important to us. By
speaking up you're helping us to do a better
job and improve our service.

o Who can | speak to if | feel unsafe or
if I'm worried about speaking with my case
manager

You can ask for the Program Manager
¢
Call 03 8692 2020

Email admin@juno.org.au
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Use our online feedback and
complaints form

You can find the form on our website
https://juno.org.au/feedback-and-
complaints/
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o How will I know Juno is dealing with
my complaint?

We will tell you we have received your
complaint

We will ask if you would like us to give you
updates about what is happening

You can let us know if you'd like updates about
your complaint by phone, email, or text

We will look carefully at the information you
give us

We will tell you what the outcome is

o What if I'm still unhappy?

You may ask the CEO at Juno to look at your
complaint

k 03 8692 2020

u Email ceo@juno.org.au
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If you are not happy with the outcome of your
complaint, you can ask for your complaint to
be sent to the Chairperson of the Juno Board.
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o What if | don’t want to be involved
in the investigation?

We will contact you only if you want us to
If you don't want updates that's OK

If you change your mind and later want to
speak with us, you can contact the Program
Manager
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